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ContactCentire

A major high street bank had a directive from
the European Financial Commission to divest
parts of its business to the public market. A
significant element of this was its insurance
division which was the largest insurance
group in the UK who relied solely on its parent
for the delivery of all technology services.

They required un independent und technoloygy
agnhostic compuny to provide u strateyy und
u series of recommenduations for Contact
Cenfre aund buck office telephony, Unified
Communication and network services.  This
strateyy und proposed solution had to ensure
complete sepurdution from the bunk and its
business to become u stundulone organisation.

On completion und subseyuent ucceptunce of
the strateyy, u teum were commissioned to:

. Cupture dll business und technoloyy
functional and non-functional
requirements

° Produce u robust RFP with ussociuted
documents

° Run the tender process

° Select suppliers und heyotiute contracts

° Design the finul stute urchitecture with
the supplier und implementation of the
infrastructure

. Manuge the end-to-end operutiondl

service delivery including the migration
of over 12,000 users whilst positively
impucting  operdtionul  performunce
und the customer journey
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Approach

The initial senior team worked with the senior
insurance team members to ensure the
business strategy was clear and could be
aligned to atechnology road map. As the bank
had recently outsourced all of its IT services to
one of the big five consultancy firms, an initial
validation as to whether this was a viable
option (commercially and strategically) or
whether a competitive supplier RFP process
should be underiaken.

In pardllel, the teum worked with the business
in order to produce u detdiled set of business
functiondl requirements which developed into
detdiled business requirements. The business
relied heavily on the extensive market khnowledye
of telephony, Contuct Centres und nhetworks
to ensure thut not only could a solutfion support
current operuting models but dlso ensure that
uny solution would be future proofed for the next
5to 7 years.

The result from the dbove uctivities wus to
yo to murket leuding suppliers with a formal
RFP for Contact Centre applicutions und
tfechnoloyies, Back Office Telephony und Unified
communicutions und un MPLS hetwork which
wus based on u utility munaged service pricing
model.

Key new teum members were brought into the
project to fucilitute the technoloygy architecture
und design und the production of both high and
low-level designs. The implementution included
8,000 Contuct Centre seuts and 5,500 buck
office IP Telephony users spunning 40 UK und
internutionul locutions.

The RFP process ensured thut suppliers would
deliver g modern SIP architecture which had
all the flexibility to chunge business service
deliveries in minutes rather than days and more
importantly, could be changed bused on end
customer demunds. The key business focus wus
tfo have u virtudlised operational environment
ucross cluims, sules und service, which mutched
the customer to the best skiled ugent, ensuriny
1st cdll resolution und thus increusing customer
sutisfuction.  In uddition, u 360° view of the
customer wus required to ensure the business
had full und concise knowledye of the customer
and their experience when dedling with any
tfransaction.

The business teum leuds worked with key business
stukeholders over u 6-month period ensuring
detuiled Business Specifications Documents (BSD)
were cuptured for euch element of the end-to-
end solution. To support simplified configuration
of the solution and g migration plan that
reyuired multiple migrations, structured Migration
Specification Documents (MSD) were developed
which would then be utilised by business us usudl
to support change und awdreness.

The testing tfeum, bused on pust experience,
developed SIT, functional, loud und stress,
resilience und user ucceptunce tests with the
loud and stress testing beiny conducted to
support up to 90,000 Busy Hour Cull Completions
to ensure currier grude service delivery und
future proof the solution for uny future meryers or
acyuisitions of other businesses.

The teum, with the infroduction of experienced
programme dnd project managers, were key
in the successful migration of 5,500 users on to
the buck-office solution dcross 25+ locutions in
just u 3-month period und the migration of 8,000
Contuct Centre uyent seuts which completed in
June 2014.

Results

° Detuiled Functionul and Non-Functiondl
reyuirements coveriny
° Telephonhe Numbering
° IVR und Cull Routinyg
° Workforce Munagement
° Manugement Information
° Customer Feedbuck
° Cull Recording und Quulity
Monhitoriny
° Outbound Didller
° Cull Buck Assist

° A comprehensive €23 milion-pound
business case

° RFP aund Vendor selection

o The creution of the RFP und support.

° Q&A process.

° Evdluution of the RFP responses.

° Credfion of an RFP evdludtion
matrix.

. Production of detuiled architectural
diagrams.

° Mdajor confributor in the vendor

selection process.

° The desigh of u high avdilubility and
resilient solution to support no loss of
business delivery.

° The development, documentation dund
sign off of the component level Business
Specifications Documents and Migration
Specification Documents

° Functional und Non-Functional testing
followed by User Acceptance Testing

° A complex migration of 8,000 Ayents
and 5,500 buck office users ducross 40+
locdtions dcross a humber of migration
events including dll associuted training

This project was one of the most challenging yet
rewarding for the team and utilised technology
deliveries from Avaya, IP Integrations, BT and
Vodafone.
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